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THE  WHITE  HOUSE 
WASHINGTON 


June  2,  1980 


Dear  Mr.  Allison; 

As  Chairperson  of  the  Consumer  Affairs  Council  and  on  behalf  of 
President  Carter,  I  am  pleased  to  approve  conditionally  the 
Community  Services  Administration's  consumer  program  established 
under  Executive  Order  12160.  I  am  well  aware  of  the  importance 
of  CSA's  commitment  to  assisting  low-income  consumers.  The  CSA 
program  will  play  a  vital  role  in  assuring  that  consumer  interests 
will  be  an  integral  part  of  federal  agency  decisionmaking. 

The  publication  of  agency  consumer  programs  on  June  9  will  mark  the 
culmination  of  several  years  of  work  by  many  capable  and  dedicated 
people  both  within  and  outside  the  government.  The  contribution  and 
assistance  provided  by  your  staff  have  been  particularly  helpful. 

The  fact  that  Ms.  Diane  Elliot  v;ill  be  reporting  directly  to  you  on 
the  consumer  program  should  provide  her  with  the  opportunity  to 
review  rules,  policies,  programs,  and  legislation  to  assess  their 
impact  on  consumers.  The  program  is  strengthened  by  the  establishment 
of  an  agency  Consumer  Affairs  Council  and  by  the  assignment  of 
responsibility  to  Regional  Directors  for  increasing  consumer 
participation  activities.  However,  as  Ms.  Elliot  has  other  respon¬ 
sibilities  besides  consumer  affairs,  her  position  does  not  fully 
meet  the  requirements  of  the  Executive  Order.  For  this  reason,  my 
approval  is  conditioned  upon  my  finding  in  the  course  of  the  coming 
year  that  this  arrangement  does  not  detract  from  the  effectiveness 
of  the  Administration's  program. 

With  the  publication  of  each  agency's  final  program,  a  new  phase 
of  our  work  begins.  This  office  will  work  closely  with  you  in 
monitoring  the  effectiveness  of  CSA's  consumer  program  in  meeting  the 
standards  of  the  Order  and  in  achieving  the  objectives  you  have  set 
for  the  agency.  During  this  time  my  staff  and  I  will  be  available 
to  help  in  any  we  can.  I  will  be  reporting  to  the  President  at  the 
end  of  each  fiscal  year  on  government-v;ide  progress  under  the  Order, 
and  I  am  sure  that  these  reports  will  reflect  considerable  success. 


Thank  you  for  doing  your  part  in  this,  effort.  I  am  confident 
that  implementing  this  Executive  Order^j#rt.l  make  an  importcuit 
contribution  to  consumer  welfare  United  SJ;<f^es. 


Esther  Peterson 
Special  Assistant  to  the  President 
for  Consumer  Affairs 


Mr.  William  Allison 
Acting  Director 

Community  Services  Administration 
Washington,  D.  C.  20506 
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COMMUNITY  SERVICES  ADMINISTRATION 
Consumer  Affairs  Plan 

agency:  Community  Services  Administration. 
action:  Notice  of  Final  Consumer  Affairs  Plan. 

SUMMARY:  The  Community  Services  Administration  is  filing 
its  final  Consumer  Affairs  Plan.  This  action  is  taken  in  order 
to  comply  with  Executive  Order  12160,  providing  for 
Enhancement  of  Federal  Consumer  Programs.  The  plan 
details  how  CSA  will  carry  out  its  functions  in  the  area  of 
consumer  representation. 

FOR  FURTHER  INFORMATION  CONTACT:  Jane  Checkan, 
Community  Services  Administration,  Constituent/ 
Government  Liaison,  Office  of  External  Affairs,  1200 — 19th 
St.,  N.W.,  Washington,  D.C.  20506.  Telephone:  202-632-8322. 
William  W.  Allison, 

Acting  Director. 

Preamble  to  Community  Services  Administration  Consumer 
Program 

CSA  published  its  draft  consumer  program  in  the 
December  10, 1979  Federal  Register.  Thirty-three  (33) 
responses  were  received — one  from  the  National  Association 
of  Community  Action  Agency  Executive  Directors 
Associations,  two  from  CSA  Regional  offices,  one  from  a 
State  Association  of  Community  Action  Agencies  (CAAs), 
eight  from  CAAs,  eight  from  community  based  organizations, 
nine  from  Washington-based  advocacy  groups  and 
associations,  one  from  the  U.S.  House  of  Representatives, 
one  from  a  university,  and  two  from  unaffiliated  individuals. 

Comments  suggested  that  the  consumer  program  be 
functional  and  not  just  a  clearinghouse,  that  the  revised 
consumer  plan  state  specific  services  the  enhanced 
consumer  activity  will  provide  and  how  CAAs  can  benefit, 
and  the  need  for  a  permanent  consumer  representative  at 
Headquarters  and  in  the  regions.  The  consumer  program 
outlined  below  suggests  mechanisms  for  enhanced  activities 
mandated  under  EO 12160,  especially  the  intra-agency 
Consumer  Affairs  Council.  It  describes  processes  for  citizen/ 
consumer  involvement,  including  CAAs.  It  provides  also  for 
informational  materials,  education  and  training,  and 
complaint  handling.  Finally,  though  a  Consumer 
Representative  is  designated  at  Headquarters,  limited  staff 
and  funds  preclude  a  consumer  representative  per  se  in  each 
regional  office. 

The  various  suggestions  on  citizen  participation  were 
helpful.  Some  cited  processes  are  already  in  place.  For 
example,  one  letter  stated  the  needed  provision  for  active 
low-income  participation  at  state,  regional  and  national 
levels  and  funds  for  consumer  participation  in  rule-making 
procedures  and  policy  planning.  Fimther,  the  letter  asked  that 
consumers  be  clearly  and  adequately  informed  of  procedures 
for  participation  and  given  timely  notice  of  upcoming 
policies  suggesting  that  this  might  be  done  through  a 
Consumer  Bulletin.  Another  letter  suggested  that  grantee 
task  forces  or  regional  meetings  be  utilized  whenever  CSA 
anticipates  new  and  significant  policy  directions.  Other 
letters  mentioned  the  need  for  public  forums  and  regional 
seminars.  One  suggested  that  CAA  insure  through  field  staff 
that  input  from  the  grass  roots  level  is  always  included  in 
every  rule  and  regulation.  Some  suggested  advisory  boards 
and  committees  to  review,  analyze,  and  process  consumer- 
related  complaints. 

As  stated  in  the  plan,  CSA  has  the  regulations  and 
resources  for  effective  citizen  participation.  Although  there 
cannot  be  Regional  Consumer  representatives  per  se 
Regional  Staff  will  be  encouraged  to  foster  and  coordinate 


consumer  programs  and  to  continue  to  encourage  Regional 
and  State  forums  which  involve  consumers  in  decision¬ 
making  and  implementation.  Moreover,  as  can  be  seen  in  the 
Complaint  Handling  Section,  there  are  a  variety  of 
mechanisms  by  which  consumers  can  make  their  suggestions 
and  complaints  known.  There  is  a  system  by  which  these 
will  be  reviewed,  addressed,  and  presented  to  agency  policy 
makers  for  possible  incorporation  into  CSA  regulations  and 
overall  program  emphasis.  As  noted  below,  CSA  regulations 
require  citizen  participation  on  grantee  boards,  one-third  of 
which  are  composed  of  representatives  of  the  poor.  These 
do,  as  suggested,  have  access  to  review  and  comment  on 
CSA  rules,  regulations,  and  policies  as  published  in  the 
Federal  Register.  In  fact  CSA  requires  all  grantees  to 
purchase  copies  of  the  Code  of  Federal  Regulations  and  the 
Federal  Register.  The  suggestion  that  CAA  Boards  and  low- 
income  groups  have  a  role  in  grantee  self-evaluation  is  being 
carried  out  in  CSA’s  CAA  self  evaluations.  The  involvement 
of  low-income  people  also  is  encouraged  in  our  contract 
Type  III  evaluations. 

Many  suggestions  were  received  on  consumer  information. 
Letters  cited  the  need  for  a  Consumer  Manual  detailing 
agency  operations  and  decision  making  processes  which 
could  contain  material  and  instructions  for  preparing 
testimony  for  public  hearings,  consumer  materials  in 
Spanish,  and  materials  in  simple  language  on  topics  such  as 
consumer  rights,  money  management,  citizen  participation, 
and  nutrition.  One  CAA  asked  that  resource  material  on 
consumer  education  distributed  by  CSA  in  past  years  be 
made  available  to  CAAs. 

The  Consumer  Plan  addresses  itself  to  these  concerns  in 
general.  CSA  information  on  all  its  programs  and  on 
consumer  education  is  available  through  the  Information 
Office  in  the  Office  of  External  Affairs.  CAAs  can  write  or 
call  for  any  information  they  wish.  Some  materials  are  being 
translated  into  Spanish.  The  idea  for  a  Consumer  Manual  is 
a  good  one  and  will  be  discussed  along  with  other 
.  suggestions  when  the  intra-agency  Consumer  Affairs  Council 
meets  to  assess  the  adequacy  of  CSA  materials  and  to 
determine  what  is  needed. 

Various  letters  cited  the  need  for  education  and  training 
locally  and  at  all  levels  of  CSA  for  staff  and  client  training  in 
consumer  functions. 

One  person  felt  that  CAAs  should  be  told  how  to  set  up 
effective  credit  unions,  co-ops,  and  housing  rehabilitation 
associations.  Another  cited  the  need  for  teaching  the 
principles  of  sound  fiscal  management.  Another  said  training 
efforts  by  CAAs  should  cover  processes  for  dealing  with 
consumer  complaints.  Several  felt  that  consumer  issues 
could  be  highlighted  and  enhanced  through  training  sessions. 

The  plan  states  that  provision  of  information  and  technical 
assistance  can  be  provided  through  CSA’s  grantee  network. 
Training  sessions  will  use  existing  material  and  new 
guidance  papers  to  be  developed.  Some  existing  guidance 
papers  discuss  credit  unions,  cooperatives,  and  fiscal 
management.  CAAs  can  train  consumers  in  complaint 
handling  by  schooling  them  in  the  procedures  already  in 
place,  as  described  in  the  Complaint  Handling  Section. 
Finally,  Grantee  Boards,  Executive  Directors,  and  Mid- 
Management  Staff  will  be  informed  about  EO  12160,  as 
stated  in  the  plan. 

Complaint  handling  was  perceived  by  many  as  weak. 
Letters  suggested  procedures  for  logging,  routing,  and 
tracking  complaints,  and  also  coordinating  such  efforts 
between  CSA  programs  and  with  other  agencies  such  as  the 
Legal  Services  Corporation.  As  noted,  some  asked  that 
complaint  handling  be  part  of  training  CAAs  and  other 
grantees. 
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The  many  different  ways  for  complaint  handling,  as 
described  in  the  plan,  should  help  satisfy  these  perceived 
needs.  Especially  responsive  will  be  the  periodic  review  of 
complaints  with  a  view  to  improving  regulations  and 
program  emphasis.  Though  not  stated  in  the  plan,  CSA 
grantees  are  encouraged  to  work  with  Legal  Services  OfHces. 

Th^se  comments  underwent  iptemal  staff  review  and  then 
for  the  reasons  stated  above  a  revised  draft  Consumer 
Affairs  Plan  was  prepared.  Further  internal  review  took 
place  resulting  in  minor  modifications.  A  final  plan  was 
prepared  and  circulated  to  agency  senior  staff  followed  by  a 
meeting  of  these  ofticials  to  tinalize  the  plan.  Throughout  this 
process  discussions  were  held  with  staff  of  the  White  House 
Office  of  Consumer  Affairs  to  assure  compatibility  of  the 
CSA  Plan  with  the  intent  of  EO 12160. 

There  are  fiscal  and  staff  restraints  on  carrying  out  the 
consumer  fimctions  as  fully  as  both  EO  12160  requires  and 
many  responses  would  like.  However,  as  circumstances 
change  CSA  will  seek  to  strengthen  its  consumer  role. 

CSA’s  focal  point  for  consumer  affairs  is  the  Office  of 
External  Affairs  which  will  monitor  the  various  components 
of  the  plan. 

COMMUNITY  SERVICES  ADMINISTRATION  CONSUMER 
PROGRAM  PLAN 

INTRODUCTION 

The  Commimity  Services  Administration’s  (CSA’s) 
authorizing  legislation  requires  maximum  feasible 
participation  of  the  poor  in  the  plaiming,  conduct  and 
evaluation  of  programs.  Involvement  of  the  poor  in 
developing  plans  and  priorities  of  local  Community  Action 
Agencies  (CAAs)  is  required.  CAA  Boards  must  have  at  least 
one-third  of  their  members  representing  the  poor.  Boards  of 
other  grantees  either  must  comply  with  this  one-third 
requirement  or  establish  an  advisory  committee. 

In  a  general  sense,  CSA  serves  low-income  consumers  in 
such  programs  as  Senior  Opportunities  and  Services, 
Community  Food  and  Nutrition,  Emergency  Energy 
Conservation,  Community  Economic  Development,  and 
Commimity  Action.  The  latter  is  CSA’s  major  program  and 
the  projects  it  funds  deal  with  such  concerns  as  housing, 
employment,  education,  consumer  affairs,  day  care,  etc.,  all 
of  which  are  locally  designed  with  in-put  fi-om  low-income 
consumers  in  the  planning  process  and  from  Board  members 
in  the  decisionmaking  process.  CSA  also  is  involved  in 
specific  consumer  programs  which  include  consumer 
education  and  protection  and  the  development  of  alternative 
economic  systems  such  as  cooperatives  and  credit  unions. 

CSA  has  traditionally  served  as  the  lead  agency  in 
coordinating  efforts  toward  increased  citizen  participation. 

Its  January  1978  publication.  Citizen  Participation,  identified 
requirements  for  citizen  participation  in  over  300  Federally 
assisted  programs  and  explained  how  individuals  and 
groups  could  affect  them.  Ten  Public  Policy  Forums  in  the 
Fall  of  1977  gave  CSA  staff  the  chance  to  hear  directly  what 
low-income  consumers  felt  about  Federal  anti-poverty 
programs.  In  December  1978  CSA  sponsored  13  public 
meetings  where  low-income  consumers  provided  their 
concerns  and  recommendations  to  make  the  National 
Consumer  Cooperative  Bank  responsive  to  marginal  and 
emerging  cooperatives.  In  January-February  1980  CSA 
headquarters  and  field  staff  involved  many  grantees  and 
other  low-income  consumers  in  meetings  which  the  Bank 
sponsored  in  an  effort  to  get  grass  roots  comments  on  its 
proposed  policies.  In  February  1980  CSA  served  as  the 
coordinating  agency  on  behalf  of  the  U.S.  Office  of  Consumer 
Affairs  to  support  a  conference  on  the  evaluation  of  citizen 
participation. 


PROPOSED  PLAN 

I.  Consumer  Affairs  Perspective 

The  Office  of  External  Affairs  will  have  responsibility  for 
functions  mandated  by  EO  12160.  This  newly  created  office 
combines  the  Legislative  Office;  the  Constituent  and 
Governmental  Liaison  Office;  and  the  Media/Public  Liaison 
Office.  They  will  develop  strategies  for  improved 
information  sharing  and  involvement  of  CSA  constituents  in 
formulating  CSA  policies  programs. 

The  complaint  handling  function  will  be  monitored  by  this 
office  and  consist  of  at  least  a  semi-annual  review  and 
analysis  of  complaints  received  by  CSA  through  its  various 
complaint  handling  systems. 

The  Office  of  External  Affairs  will  convene  an  intra¬ 
agency  Consumer  Affairs  Council  chaired  by  the  Associate 
Director  for  External  Affairs  and  composed  of 
representatives  from  the  Office  of  Community  Action  and  its 
Office  of  Regional  Operations;  the  Office  of  Economic 
Development;  and  the  Office  of  Policy,  Planning,  and 
Evaluation.  This  Council  will  meet  at  least  quarterly  to 
discuss  elements  of  CSA’s  categorical  programs  such  as 
Community  Food  and  Nutrition,  Emergency  Energy 
Conservation,  and  others  which  affect  consumers.  It  will 
represent  the  agency  in  program,  policy,  and 
intergovernmental  aspects  of  consumer  activity. 

Council  members  will  seek  to  coordinate  consumer 
elements  of  the  categorical  programs  and  provide  support 
and  direction  for  consumer  activities  in  the  field.  Regional 
Directors  will  serve  as  contacts  and  facilitate  Regional  office 
opportunities  for  consumer  participation.  The  Council  will 
seek  to  determine  how  consumers  perceive  their  problems 
and  CSA’s  responsiveness  to  them. 

The  Associate  Director  for  External  Affairs  will  coordinate 
CSA’s  representation  at  and  involvement  with  public  and 
private  consumer  organizations,  including  the  White  House 
Consumer  Affairs  Coordinating  Council,  the  Consumer 
Education  and  Information  Liaison  Panel,  and  the  Internal 
Council  on  Citizen  Participation,  on  day  to  day  contact. 

The  Director  of  the  Constituent/ Governmental  Liaison, 
Office  of  External  Affairs  (632-8322),  will  serve  as  the  staff 
contact  point  for  activities  related  to  the  Consumers  Affairs 
functions  of  the  Community  Services  Administration. 

II.  Citizen  Participation 

Pursuant  to  Executive  Order  12044,  CSA  seeks  to 
maximize  public  participation  in  its  rulemaking  process.  Its 
semi-aimual  report  lists  rules  and  regulations  being  revised 
for  various  policies.  In  preparation  for  the  semi-annual  report 
(May  and  December)  the  Associate  Director  for  External 
Affairs  and  such  Council  members  as  are  designated  will 
assist  in  the  development  of  regulations,  rules,  and  policies 
which  are  identified  as  issues  which  affect  low-income 
consumers  and  determine  needed  public  participation 
activities  to  explain  policy  and  encourage  participation  in  its 
formulation. 

CSA  regulations  do  not  necessarily  relate  to  direct 
services  to  the  poor  nor  fall  into  the  citizen/consumer 
participation  process.  Nevertheless,  there  are  regulations 
requiring  public  meetings,  and  citizen  participation  on 
grantee  boards  is  required  by  law.  Citizen/consumer 
participation  is  required  administratively  through  CSA’s 
grantee  program  management  system  (GPMS).  Community 
Action  Agencies  are  required  to  develop  a  planning  process 
which  includes  community  participation  in  assessing  local 
needs  and  defining  priorities. 

The  resulting  goals  and  strategies  are  then  reflected  in 
specific  local  programs.  Programs  are  monitored  regularly  by 
CSA  staff— primarily  through  the  Regional  Offices.  The 
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GPMS  effects  low  income  consumer  participation  in  CSA 
funding  programs  at  the  local  level;  it  also  serves  as  a  very 
real  and  consumer-produced  vehicle  for  CSA  to  establish 
national  priorities  and  to  advocate  on  behalf  of  low  income 
consumers. 

CSA  national  special  emphasis  programs  (e.g.  Community 
Food  and  Nutrition,  Senior  Opportunities  and  Services)  are 
also  consumer  oriented.  Public  participation  through  open 
meetings  and  planning  guides  the  direction  of  these  national 
programs  and  also  the  application  for  their  funds. 

CSA  requires  in  its  regulation  concerning  grantee  public 
meetings  and  hearings  (45  CFR  1070.2)  that  they  be  open  to 
the  public  and  that  they  be  announced  publicly.  CSA  will 
continue  to  encourage  Regional  and  State  level  forums  which 
involve  consumers  in  decision-making  and  implementetion. 

III.  Informational  Materials 

CSA  has  a  range  of  information  materials  on  all  of  its 
programs.  These  have  been  developed  both  at  Headquarters 
and  in  the  field.  Books,  pamphlets,  papers  and 
bibliographies,  and  directories  of  films  and  audiovisual 
materials  are  available  from  the  Office  of  External  Affairs, 
Information  Staff  254-6010.  This  Office  also  distributes  a 
wide  variety  of  materials  describing  a  broad  range  of  CSA 
programs  in  an  effort  to  inform  CSA’s  constituency,  the 
media,  and  the  general  public.  Many  of  these  materials  are 
being  translated  into  Spanish.  The  Consumer  Affairs  Council 
will  assess  informational  materials  to  determine  their 
adequacy  and  recommend  development  or  additional 
materials  if  necessary. 

IV.  Education  and  Training 

Provision  of  information  and  technical  assistance  to 
consumers  can  be  delivered  through  CSA’s  grantee  network. 
Training,  using  existing  material  and  new  guidance  papers  to 
be  developed,  will  be  available  to  familiarize  the  grantee 
Boards  of  Directors,  Executive  Directors,  and  mid¬ 
management  staff  about  Executive  Order  12160. 

The  Council  will  familiarize  CSA  staff  about  CSA 
responsibilities  pursuant  to  EO 12160  and  will  collect  and 
disseminate  information  about  consumer  affairs  activities  of 
other  agencies. 

CSA  offices  and  grantees  will  be  informed  of  the 
Consumer  Plan  to  be  published  in  the  June  9  Federal 
Register. 

V.  Complaint  Handling 

CSA’s  Office  of  Inspector  General  has  established  a 
telephone  “hotline”  (653-5430  in  Washington  and  a  toll-free 
long  distance  800-424-8005).  Any  information  or  allegation 
regarding  a  violation  of  law  can  be  reported  confidentially  to 
the  Inspector  General  by  this  means. 

Secondly,  CSA  regulations  require  due  process  rights  for 
applicants  denied  benefits  under  CSA  funded  programs  (45 
CFR  1067.7). 

Thirdly,  and  most  frequently.  Headquarters  Executive 
Secretariat  (Exec.  Sec.)  assigns  and  monitors  preparation  of 
response  to  written  inquiries  from  the  public.  These  inquiries 
are  often  referred  to  CSA  by  the  Congress,  other  Federal 
agencies,  etc. 

CSA  will  periodically  review  complaints  and  evaluate 
them  for  significant  trends.  Such  trends  will  be  addressed  by 
presentation  for  policy-making  decisions.  Presentations  will 
be  coordinated  by  the  Consumer  Affairs  Council.  The  types 
of  questions  and  opinions  expressed  in  the  complaints  will 


be  used  in  improving  the  emphasis  and  direction  of  CSA 
programs. 
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